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Introduction

These manual will go through all the steps necessary to
configure Helpdesk from the Ul. From connecting
mailboxes to Easy Redmine, through project settings, to

fine-tuning the dashboards.

This is not a technical manual to configure Cron (or
scheduled tasks on the server side). Cron must already be

configured in order for Helpdesk to function. Instructions

to set Cron are here.



https://www.easyredmine.com/resources/installation/common-troubles/236-alerts-help-desk-do-not-work-my-data-are-obsolete

0. Terminology
Let's first start with a glossary of used terms in the following manual.

Mailbox - an email address connected to Easy Redmine, from which received emails are
processed into tickets in respective helpdesk projects

Ticket - task created from a received email in a mailbox, or a task internally created by clients
in a helpdesk project

Heldpesk project - a project connected to Helpdesk, where tickets can be created

Domain - the second part of an email address. For example from email worker.Joe@client.com
domain is just client.com

Keyword - word or a string of words contained in the mail subject

SLA - service level agreement. A simplified meaning used in Easy Redmine, contracted time to
react by company to tickets submitted by client. Calculated in hours

Original email - Email sent to a helpdesk mailbox from which the ticket was created

Operator - this terms is going to be used for the support worker, who works with the tickets

1. Decide on the structure of helpdesk projects

Depending on whether you want to have a single project for the all tickets or differentiate
between helpdesk mailboxes, or even have special projects for different clients, you need to
decide on the structure of the projects before any configuration starts. This decision will affect
some further steps listed in this manual.

Here are the possibilities:
1.1. Single project for all tickets

If you are only going to have one project, which gathers emails from a single mailbox, there is
no decision to make >> all emails sent to the mailbox create tickets in the same project.

Example: All your clients send support requests to support@mycompany.com

It doesn't matter at which level this project is, basically it lives its own life within any part of
your project structure. However, if you are planning to start with a single project and later
continue to expand helpdesk, you should see the options below.

"




1.2. One mailbox, more helpdesk projects

Example: You use the mailbox support@mycompany.com. All emails received go into a general
project. But you have one client, who has a special project and special conditions > emails
FROM domain client.com are processed in the special project.

Of course you can have more than one customers separated this way. In this case the project
structure may look like this:

@ Help Desk - Support Root project of Help Desk Projects
1 - Default Help Desk Sample General Help Desk Project
Bohemia Sun - Support project Sample Help Desk project for customer with SLA
Trains Francais - support project Sample Help Desk Project for customer with SLA

Another option is to have the Default helpdesk project on the first level and the special
projects beneath it.

A different way, which sometimes may be used is a structure:
>Clientl

>>Project for commerce

>>Project for implementation

>>Project for Helpdesk

>Client2
>>Project for commerce
>>Project for implementation

>>Project for Helpdesk

However, this is not recommended if you are planning to gather tickets from various problems
to some aggregate lists, statistics or summaries.




1.3. More mailboxes, no special client projects

Example: You are using mailboxes support@mycompany.com, info@mycompany.com,
it@mycompany.com and emails are only sorted according to the mailbox, not according to the
sender.

In such case you can have the 3 projects on the same level and possibly beneath a main
project covering them all.

& Helpdesk projects
INFO
IT

SUPPORT

If you these projects will be completely unrelated and falling to separate sections of your
organization, they can be in different project trees (under different main projects).

1.4. More mailboxes, with special client projects

Current Easy Redmine HelpDesk functionality allows to separate clients solely by the sender
and not by combination of sender and receiving mailbox.

Example: You are using mailboxes support@mycompany.com, info@mycompany.com,
it@mycompany.com. You have a special client sending support requests from domain
client.com




The recommended structure is:

@ Helpdesk projects
= Client projects
Client 123
Client ABC
Client XYZ
INFO - general
IT - general

SUPPORT - general

When we return to the project
structure in general, there is some
further consideration to be done. If
you are aiming to integrate helpdesk
processing with a different
department of your organization (for
example development), you may
want to consider putting helpdesk
projects a little bit deeper in the
project structure.

Correct project structure will enable you to
generate various reports, listings, statistics

across more phases of your business.

Name

@ Hyper Product
@ Super Product
© » Development
@ » Helpdesk projects
@ » Client projects
Client 123
Client ABC
Client XYZ
INFO - general
IT - general
SUPPORT - general
Marketing

Sales




2. Connecting mailbox to Easy
Redmine

Now we can start with the actual setup of

Helpdesk components. To have Easy

Redmine process mailboxes, they need to be

connected in the following way.

2.1. Administration >> Helpdesk >> All
Mailboxes >> Add Mailbox

Active W

IMAP & POP3
Mailbox settings

Host imap.mycompany.com

Example: mail.company.com

Port 993
Example: 143

User support@mycompany.com
Example: accessuser

Password eesesesesess

Example: secretpassword
Use a different sender [
SSL @
Use SSL authentication

Folder

= &

LR - -

Administration

@ Basecamp import

IMAP folder to read (defauft: INBOX, to choose folder use "." example: inbox.sales)

In success move to
In success move to

In failure move to

In failure move to

2.2. Enter valid credentials

of your mailbox - click Test

to make sure Easy Redmine
can reach the mailbox




Setting notes:

* Active - mailbox is scanned regularly by Easy Redmine for new unread messages. If
disabled, Easy Redmine doesn't check the mailbox. But you can keep the mailbox in Easy
Redmine for possible future use.

* Use different sender - if you want replies from helpdesk to have a different FROM address.
* SSL-if you use an SSL certificate on your mail server
* Folder - if you want Easy Redmine to only check certain folders for unread emails.

* In success move to - if an email is processed correctly by Easy Redmine (ticket has been
created), it will be moved there

* In failure move to - if an email is processed incorrectly (ticket has not been created), it will
be moved there

After testing connection, click Add.

2.3. Configure frequency of mailbox

Scannlng. Helpdesk » Mailboxes
Right click on the mailbox and Mailboxes
choose Settings
Active MName Interval Next start
. @ Help Desk
Now you are back to the mailbox
. - ey Helpdesk - receiving mails (help- every 1 2015-08-27
settlngs, bUt Wlth an addltlonal v desk-demo@easyredmine.com) minutes 15:40
se.ttlng. By defaUIt Itis set to Every 5 v Helpdesk - receiving mails (robo_k@email.cz/ER) fr:irljtZs 32?;08_27
minutes. But it is generally '
. . ya . . . every 5 2015-08-27
recommended to have thIS settlng v Helpdesk - receiving mails (robo_k@email.cz/testing) S P
around every 10 minutes. If you Helpdesk - receiving mails 2015-08-27
. @ £ 16:13
have many mailboxes connected to SRS S ) O Breate
. . . & Settings
Easy Redmine, this automatic s
scanning task may take a longer @ Delets
time and overload your server with X Deactivate

too frequent scans, which will slow
down the whole application.




Button notes: Job settings Helpdesk - receiving mails (support@myc

Execute - manually start the

. . Active
mailbox scanning

Every 5 minute j

5] 16 j: 13 j
Delete - remove mailbox from Easy
Redmine scanned mailboxes IMAP & POP3 O

History - view past mailbox

scannings Mext run at 2015-08-27

Deactivate - deactivate automatic Mailbox settings

mailbox scanning HoSE imap.mycompany.com

Example: mail.company.com

3. Project configuration

Mailbox is connected and scanned by Easy
Redmine, but so far we haven't set where the
tickets should be created. Before a project is
connected to helpdesk, tickets cannot be
created because, in general, every task
requires a project.

This part is going to be split into different
scenarios, according to the aim of each

project. I
‘ © Add project

3.1. Default project for mailbox

In the past chapter examples, this would be
projects Default Held Desk, INFO - general, IT -
general, SUPPORT - general, i.e. not restricted
to a particular domain of the sender.

1. In Helpdesk, All helpdesk projects >> Add

lete

proJeCt Administratinn




2. Select the prOjeCt Helpdesk » Projects » New project
New project
3. Select the mailbox for which

the project will be default

Project SUPPORT - general

4. Scroll down and Save

Default for mailbox  support@mycompany.com j

If mail from an unknown sender arrives, the ticket will be created here.

Tracker | Task
Assignee

Coworker

Complete explanation of all
helpdesk project settings will
follow further in this chapter.

Enable automatic ticket T

closing?

Contractual hours monthly

New project

Project  Client ABC

Default for mailbox j
if mg#froman unknown sender arrives, the ticket will be created here.

Tracker Task

Assignee

(g I

Coworker

(K

Enable automatic ticket [
closing?
Contractual hours menthly

Contractual hours [T Aggregated hours

monthly

Mails, domains, keywords processed into this project

Keyword Iam frem company Client ABC

If the mail subject contains defined string, ticket will be assigned to this project. Keyword is case sensitive.

E}

Mail or domain | clientABC.com is taken from field FROM

is taken from field FROM

(I
El

Mail or domain  external.worker.of.client. ABC@externalcompany.com

© Add mail or domain

3.2. Special client project

From the examples in Chapter 1,
these would be the projects:
Bohemia Sun, Trains Francais,
Client 123, Client ABC, Client XYZ,
Client 1>>Project for Helpdesk,
Client 2>>Project for Helpdesk

1. In Helpdesk, All helpdesk
projects >> Add project

2. Select project

3. Fillin the fields highlighted
below. Setting notes are under
the screenshot

4. Scroll down and Save.




Setting notes:

Default for mailbox - DO NOT select any mailbox if you want to set this project as a special
client project

Mails, domains, keywords processed into this project - all the settings in this section are
with OR operator, which means that if at least one condition is met, ticket is created in
this project

Keyword - In this example, if an email received in ANY helpdesk mailbox contains the whole
string I am from company Client ABC, ticket will be sorted into this project

Mail or domain - incoming emails are scanned for these values in FROM field of the email.
In this example, the sender can be anyone with mailbox ending with clientABC.com or it
can also be a specific person with a different email, but we want his tickets to be sorted in
this project

Complete explanation of all helpdesk project settings will follow further in the next chapter.

IMPORTANT: It is not the best practice to have one project set both as Default for mailbox
AND specified for a certain mail or domain. Any sender will have their tickets created in this
project, so you don't need to specify them. This kind of setting may cause confusion.

3.2.1 Closing and archiving special client project

When such a project is closed (in effect becoming read-only), it will no longer be possible to

create tickets from within. Therefore, this project will cease to be a special client project and
emails coming from domains set in the helpdesk settings will be processed as unknown and

fall in a general helpdesk project.

The same goes to archived projects.




4. Project configuration - details

Now that we differentiated types of projects which can be used in Helpdesk, we can continue
to explain the rest of the project settings. Once a project is connected to helpdesk, there are
two ways to get into the project helpdesk configuration page.

* Administration >> Helpdesk >> All helpdesk projects >> Edit

Help Desk - Support » 1 - Default Help Desk

Project overview  Tasks  Spenttime News  Documents  Agileboard  Contacts Knowledgeb{(

Settings
Information Modules Members Milestones Task categories Activities (time tracking) Task timer settingd Helpdesk gile board
Default for mailbox | help-desk-demo@easyredmine.com -

If mail from an unknown sender arrives, the ticket will be created here.

Tracker  Help Desk Ticket 'l

* Project settings >> Helpdesk

Helpdesk » Projects o Add project

These mailboxes do not have default project:
robo_k@email.cz/testing, support@mycompany.com
You should assign these mailboxes to projects. If you do not, unknown incoming mails will not be processed!

Projects (4) a ®

Filters default ) Options » Exports
+ Project = Tracker Assignee Mail or domain Contractual hours monthly
Help Desk Help Desk De\ete
[ 1-Default Help Desk  ° " P - Administration
Ticket Manager
Bohemia Sun - Help Desk e bohemia-sun.cz ¢ EditE Delete & Basecamp import
Lili sSmidt 10.00 h
O support project Ticket i smi (FROM) ours
P B Printable templates
- Deutsc'_‘lt'l Pos_t;:t Task 8.00 hours ¢ EditE Delete
SUpport proje [ Projects
Trains Frangais - & Edit@ Delete
| support project f=k Lonolous M Project templates

(1-4/4) L users




4.1. Basic settings

Default for mailbox  help-desk-demo@easyredmine.com <

If mail from an unknown sender arrives, the ticket will be created here.

Tracker  Help Desk Ticket

ASSIENEE | Help Desk Manager

L e

Coworker
Help Desk Manager
Help Desk Client
King Crimson .

Kl

Enable automatic ticket [@ Automatically close tickets when they are

closing? instatus  pasive j and there is no update within 7 = days j Close to status| Done j

Contractual hours monthly
Contractual hours |10 ¥ Aggregated hours
monthly
Remaining hours &
Aggregated start date |2015-08-01

Aggregated period | Quaterly j

Setting notes:

* Tracker - new tickets in this project will be created with this tracker
* Assignee - new tickets in this project will be assigned to this user

* Coworker - new tickets in this project will have these coworkers (multiple selection
possible)

* Automatic ticket closing - depending on your workflow, there may exist some tickets which
are factually resolved, being kept open. For such cases, you can set automatic closing
according to the status and duration of non-update

* Contractual hours monthly - this is setting should be used only for special client projects,
where clients have prepaid a certain number of hours of support per month




* Aggregated hours - the contract with the client may have the option of transferring unused
hours from previous month to the next one. If client has 10 prepaid hours, but used only 7
of them during May, 3 hours will be transferred to June

* Remaining hours - how much is left. The pencil button allows to manually clear remaining
hours - set to 0

* Aggregated start date - when the prepaid period begins

* Aggregated period - for what time period are the hours aggregated before they are reset to
the original Contractual hours. If there are still 13 hours remaining by the end of the
guarter (end of the quarter is determined by aggregated start date), they will not be
transferred to the new quarter. The hours will be reset to 10

The hours at hand are spent time entries in the project. Which exact entries will be explained
further in this manual.

4.2. SLA

This is an important metric of any helpdesk project, but especially for special client projects
where SLA violation may be sanctioned. As was mentioned before, tickets may be created by
email or directly from within the system by clients with specially restricted access to a
helpdesk project. Both cases have a slight nuance in the SLA setting.

4.2.1. SLA for email generated tickets

E Email generated ticket - critical

Name Email generated ticket - critical

Keyword  critical
If the mail subject contains defined string, particular priority and due date will be set.(* means every subject)

Hours to response 1.0
Maximum amount of time allowed before starting work on the ticket (first status change).

Hours to solve 3.0
The maximum of time to resolve the ticket (closed status). Help Desk ticket can be visuolized in a Gantt chart - if 75% of time to solve the ticket is over -
ticket is coloured in orange. if the ticket is over due time - ticket is coloured in red.

Priority | cCritical j
Tracker  Halp Desk Tickst j

Count SLA based on &

waorking time
SLA working hours | pa:po j 17:00 j

Working days | german work calendar jCaIendarsettmgs

@ Delete




Setting notes:

Name - Title of the SLA (for better SLA administration in the helpdesk project)

Keyword - must be filled if SLA is being set for email generated tickets. In this case there is
a specific keyword, which, if contained in the subject of the email, ticket will be given the
specifications of the SLA (hours, priority, tracker)

Hours to response - deadline until which the first status change of the ticket must take
place. Status change indicates that ticket has been acknowledged and client has been
informed about it

Hours to solve - deadline to close the ticket >> put it into a closed status
Priority - new ticket from email containing the keyword will have this priority

Tracker - new ticket from email containing the keyword will have this tracker. This is helpful
for example, if the client has found a defect in the product and wants to report it directly as
a defect and not as a standard request for support. The client would therefore write with
subject for example Defect - and the ticket won't have to be classified by the helpdesk
managetr.

Count SLA based on working time - SLA deadlines will not be set for non-working days or
hours of the day. Some SLA may be limited only to working hours, but others can be set to
24/7

SLA working hours - time frame for SLA

Working days - working calendar where weekends, holidays and other non-working days
are registered

4.2.2. Ordering of SLAs

With more levels, keywords and keyword strings, it is important to keep order correctly. The
mail subjects are checked for keywords according to the order in the helpdesk settings.

Example: You have contractually defined keywords for "Critical” and "Critical bug", each of
them has a different SLA. You need to make sure the two subjects will be differentiated when
the emails are processed.




In this case you need to put the SLA "Critical bug" above "Critical". The mechanism of the mail
subject processing is simple:

Search for "Critical bug" in the mail subject

If the above string is not in the subject, search for the next one, in our case "Critical"

If the above string is not in the subject, continue searching for further keywords

The last SLA must be the general (for unspecified level) keyword using the * mark for all

subjects

If you put "Critical” before "Critical bug", it would mean that emails with "Critical bug" in the
subject will be processed incorrectly, because they would fall under the "Critical" SLA.

& Delete

L

E Email generated ticket - critical bug

Hours to response 0.5

Count SLA based on [

E ail generated ticket - critical

Hours to response 1.0

TEOPETT

Name  Email generated ticket - critical bug

Keyword | Critical bug
If the mail subject contains defined string, particular priority and due date wi

Maximum amount of time allowed before starting work on the ticket (first std

Hours to solve 2.0

The maximum of time to resolve the ticket (closed status). Help Desk ticket ca.
time - ticket is coloured in red.

Priority | critical j

Tracker  Bug - Programing j

working time

Mame Email generated ticket - critical

Keyword | critical
If the mail subject contains defined string, particular priority and due date wi

Maximum amount of time allowed before starting work on the ticket (first std

Hours to solve (3.0




E Email generated ticket - critical

MName Email generated ticket - critical

Keyword  critical
If the mail subject contains defined string, particular priority and due date will

Hours to response 1.0

Maximum amount of time allowed before starting wark on the ticket (first sta
Hours to solve 3.0
The maximum aof time to resolve the ticket (closed status). Help Desk ticket ca | n ge nera | th e more Specific
time - ticket is coloured in red. ’ . . .
J keyword string, the higher its
position should be.

Priority = Critical
Tracker Help Desk Ticket j

Count SLA based on [T
waorking time

i Delete

E SLA name missing

Name Email generated ticket - all other subjects - normal priority
Keywgrd *
e mail subject contains defined string. particular priority and due date wil

Hours to response | 16

Maximum amount of time allowed before starting work on the ticket (first stor

Hours to solve 24

The maximum of time to resolve the ticket (closed status). Help Desk ticket ca

4.2.3. Resetting SLA for closed tickets
You will also notice a setting right at the top of SLA section.

SLA settings - priorities, time to solve a ticket

Reset SLA after task is W

reopen

When enabled, tickets which were once closed and are reopen by another reply from the client, will
have SLA counted as if they were new - from time of the client's reply which reopened the ticket.
Example: Ticket #1234 was open on Monday at 16:00. SLA is 48 hours => time to resolve is until
Wednesday 16:00. Ticket was closed by an operator on Tuesday at 10:00. Client replied again that
he needs more information on Tuesday at 14:00. Ticket #1234 now has new SLA set for Thursday
14:00.

| 4




When disabled, SLA will always be counted from the original time when the ticket was
created.

Example: In the scenario from the first case. After client's reply on Tuesday at 14:00, SLA will
not be reset and would remain on Wednesday 16:00. The same goes when the client reopens
the ticket on Thursday. The ticket would now be highlighted as overdue.

From the last note it is evident that this setting should only be disabled on projects, where the
tickets are simple and resolving can be strictly defined, so there is no reason to reopen the
tickets from the client's side.

4.2.4. SLA for internally created tickets

As was mentioned before, tickets may not be created only from emails. Easy Redmine has an
advanced access level control, which allows providing your clients direct access to the system
with restricted permissions (to create tickets, edit tickets, read news, etc.).

Tickets created like standard tasks by logged-in users have a slightly different way of
determining SLA. Because there are no emails processed, you can't determine the SLA by
keywords. Let's explain this on the image below.

E SLA name missing

Name Internally created ticket - Critical

IFthe mar ject contains defined string, particular priority and due d

Hours to response |g,5|

Maximum amount of time allowed before starting work on the ticket (fi

Hours to solve |2

The maximum of time to resolve the ticket (closed status). Help Desk tic
time - ticket is coloured in red.

Priority | critical j
If keywords are not specified, SLA will be set according to the chosen pri
Tracker  Help Desk Ticket j
Count SLA based on [C

working time

m Celete




When creating SLA for internally created tickets, leave the Keyword blank. SLA will be
determined by combination of Priority and Tracker. When you save the settings, the Keyword
will disappear, indicating that this SLA is used for internally created tickets.

E Internally created ticket - Critical

Name Internally created ticket - Critical

Hours to response 0.5
Maximum amount of time allowed before starting work on the ticket (ff

Hours to solve 2.0
The maximum of time to resolve the ticket (closed status). Help Desk tic
time - ticket is coloured in red.

Priority | critical j

SLA will be set according to the chosen priority

Tracker Help Desk Ticket j

Count SLA based on [

working time

By configuring workflow effectively, you can restrict clients to only create tickets in certain
trackers, even if the project contains more of them. You can for example only allow clients to
only use tracker Help Desk Ticket and Bug, so you can only set SLA for these trackers. All other
trackers wouldn't not require SLA setting, because they would not be submitted by clients and

therefore would not be considered as helpdesk tickets.




4.3. Custom header and footer

This setting concerns helpdesk email communication, i.e. communication in email generated
tickets. You may customize emails from different helpdesk projects, whether it is for corporate
identity use, for terms specifications or even confidentiality disclaimers.

Mail settings - header and footer (-]
Change header for this [
project?
Mail header | | g 7 |!|5 = 1= x % 4 99| Styles - || Normal - || Font - size -|| A- B-
ElEl= =||= M aE=o Q #: B @ E & Y
« Qb3 E L|@swce @ B B
Message from Easy Software support
body p u A
Change footer for this [
project?
Mailfooter | g 7 y & ;= = % x= i 99| styles || Normal - || Font ~|| size ~|| A- B-
EIS|=E E||= M E=© Q H 4 B E & & %
« > Qb3 E L @swee @ B
@ easy:or AR
Kemp House, 152-160, City Road, EC1V 2NX London, United Kingdom; Company 1D: 08960980




4.4. Alerts

In order to prevent SLA from being violated, there is the possibility to use automated alerts,
which notify concerned personnel about looming problems in form of delayed tickets.

Another type of Alerts watch the amount of time spent on projects, where clients have
prepaid a specific amount of hours of support (as explained in chapter 4.1).

Alerts settings

Monitor support tickets [

due date This predefined alert will send you e-mail notification, if a ticket violated SLA - was not solved within period defined in SLA
Monitor support tickets W
spent time This predefined alert will send you e-mail notification if total time spent in particular calendar month exceeds pre-paid support hours

List of alerts which need to have a recipient set:

& Warning: Helpdesk - monitor support tickets due time (manager)
& Alarm: Helpdesk - monitor support tickets due time (manager)
& Warning: Helpdesk - monitor support tickets prepaid hours

& Alarm: Helpdesk - monitor support tickets prepaid hours

& Alarm: Helpdesk - monitor support tickets hours to response

List of configured alerts:

& Warning: Helpdesk - monitor support tickets due time (assignee)

& Alarm: Helpdesk - monitor support tickets due time (assignee)

Setting notes:

* Monitor support tickets due date - to be more precise Due Time according to SLA. If
enabled, alerts will be generated when SLA deadline is nearing. Further settings are
explained below

* Monitor support tickets spent due time - watching of spent time on projects with specified
prepaid monthly hours

* List of alerts which need to have a recipient set - these are preconfigured alerts, which only
need to enter an email address, where the notifications should be sent

* List of configured alerts - alerts with no missing parameter

* By clicking on each alert, you will see the preconfigured parameters with possibility to edit
them




* Warning/Alert: severity of the notice
* Support tickets due time - alert watches SLA resolve deadline (ticket closing)

* Support tickets hours to response - alert watches SLA response deadline (first change of
status)

* Support tickets prepaid hours - alert watches spending of prepaid monthly hours on the
project

Hours watched in the last alert are those which are logged on tickets, which are in trackers
mentioned in the project helpdesk settings.

Example: Default tracker for the project is Help Desk Ticket. Some SLA is configured for the
tracker Bug. The project contains other trackers (Task, Feature development), which are not
used on tickets. In such case, the prepaid hours are only valid for Help Desk Ticket and Bug.
Spent time on other trackers is not taken into account for this alert.

4.5. Save/delete

Update - save changes made in the helpdesk settings of the project

Delete - remove project from helpdesk. This doesn't mean deletion of the project as a whole,
it will only remove connection of the project to helpdesk.

5. Ticket processing

After explanation of huge amount of settings, it is time to look at some practical implications,
before we get back with another set of settings. We will start with a simple use case to
demonstrate how the ticketing works and skip some features. They will be explained later on.




5.1. Email generated tickets

For correct handling of tickets created by email, you need to check that custom field Helpdesk:
external mail is active. You can check it administration >> custom fields >> tasks.

Custom fields

Tasks Users Contacts CRM Cases Personal finances

Name Format Required For all projects Used by
= Helpdesk: external mail Text 6 projects ® Disable
= (Contact email E-mail 1 project I Delete
= Products and services List 1 project I Delete
= Projected spending zone List no projects I Delete
= Price Integer v ® Disable
= Material List 4 projects I Delete
= Materials List no projects I Delete

If this custom field is missing, it must have been removed from database manually. In such a
case contact support@easyredmine.com.

5.1.1. Email is processed by Easy Redmine and ticket is created in the determined project

Help Desk - Support » 1 - Default Help Desk » #478 - Help

Project overview Spent time News Documents Agileboard Contacts  Knowledge base  Settings

Assignee: Help Desk Manager " Start date: 2015-08-31
Tracker: Help Desk Ticket Due date: 2015-09-01
Status: New Added by : Anonymous
Priority: Normal Estimated time: 0.00 hours
Category: Spent time: 0.00 hours

Coworkers &

Helpdesk - external email: er-customer@email.cz )

(Task was created from helpdesk (helprdeskrdemo@easyredmmecom)}

SLA: response must be until 2015-09-01 11:01
SLA: resolve must be until 2015-09-01 15:01

/’I—am struggling with some setting. How about some help?

Here is a picture.

User

Job title

Company

Click here to show more ...

n Attachments:

™

& Help.eml(2kB) - vl = Anonymous, 2015-08-31 15:01 a = [} E @
-

2PDF | BlAtom | i=lical | B2QR | BPrint




Notes:

* Helpdesk - external mail: The sender of the email form which the ticket was created
* Specification of the mailbox, from which the task was created

* SLA values - if violated, they are highlighted in red

* Parsed email - This is the text content of the email. Images are not shown directly in this
view, due to performance optimization (especially when the ticket has a lot of replies and
each one contains a signature with company logo, the ticket would take painfully long to
load due to increasing size of each of the next replies)

* Full email available as attachment - if the original email contains images, you can view it
directly in Easy Redmine.

Help Desk - Support » 1 - Default Help Desk

Project overview  Tasks Spenttime News Documents Agileboard Contacts Kno|

Help.eml
Anonymous, 20

Download (2 kB)

Mail sender: ER-customer@email.cz Mail recipient: help-desk-demo@easyredmine.com
Received at: 2015-08-31 15:01

| am struggling with some setting. How about some help?

Here is a picture.

User
Job title
Company=




If the email is too large to view in Easy Redmine, you can open it in your mail client. Size limit
for opening of email in Easy Redmine can be set in administration >> settings >> general.

Eud e

Cache formatted text [
Maximum number of items in Atom feeds 15

Maximum size of text files displayed inline |512 kB

Beginning of fiscal year | 1 jday January jrr

5.1.2. Write a reply and update the ticket

To meet SLA response, we need to change the status and reply to the client for the first time.
For the following examples, keep an open mind about the ticket communication, it is just to
demonstrate how the communication works technically.

& === Click here to change additional attributes <<< =
Assignee | Lili Smidt Priority * Normal j

Status *  Realisation Due date | 2015-09-01 &

% Done 0%

[T T

Helpdesk - external email er-customer@email.cz

@ Spent time (-]

Employee ID

Coworkers @

Hours * |Hours
Comment

Activity @ Work ¢ Meeting ¢ Office ¢ Business ¢ Programming ¢ Design

w
—
e
th
i
i
%
X,
i
-
3

(Maximum size: 5 ME)
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I %3 cChoose from Dropbox

@ Q| H [EREREEE -

B sorce [§ @ B
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Add picture from clipboard (Maximum size: 5 MB)

it
=

« Q % E

Dear customer,

thanks for writing. We will find the best person for your problem shortly.

Sincerely,

Manager




The manager wrote a reply to the customer about receiving the ticket, assigned it to an
operator and changed the status. Reply will be sent to the client (external email) when you
check the box.

5.1.3. Send update to external email

By hitting Save, you will save the updates made on the ticket and you will get to the dialogue
of sending the reply to the client.

Help Desk - Support » 1 - Default Help Desk

Project overview  Tasks  Spenttime News Documents Agileboard Contacts Knowledge base  Settings

Successful update.

E-mail sent to:lili.sss@easyredmine.com; help-desk-manager@easyredmine.com

Send email to external recipient

Mail template j Mail sender "System Administrator” <noemail2@easy.cz>
Mail subject Help Mail recipient  er-customer@email.cz
Mail reply to | help-desk-demo@easyredmine.com Mail copy
MallbodyinHTML ' B 1 U § = = x, x 4 99| Shles - || Nomal - || Fomt -l sz - A-B- 22 = == o
HE=0 0 XA BEE &% +« Q8% F L Bswe @ B B
Manager =
I am struggling with some setting. How about same help?
Here is a picture. J
User
e it =
body p 4
n Attachments: 4
r & Help.eml(2 kB) - v7 Anonymous, 2015-08-31 15:01 e = [ m

Notes:

* Mail template - if you have email templates configured, you can choose one. Or a template
will be preset according to status. This feature will be explained in further chapters

* Mail sender - this will be shown to the client as FROM. Setting of population of this field
will be explained in further chapters




* Mail subject - custom or preset according to the mail template. By default it is populated by
the ticket Subject

* Mail recipient - sender of the original email. If there were other recipients of the original
email in the CC or TO, they will also be added into this field.

* Mail reply to - this is always the helpdesk mailbox to which the original email was sent
* Mail copy - you can add other recipients

* Mail body - if a template was not chosen, it will consist of the last comment on the ticket
and the original email text. The content is editable.

* Attachments - you can choose attachments to send with the email. It may be some more
recent emails or new files you uploaded when updating the ticket

* Send mail - email is sent to all recipients
* Don't send mail - you will return to the detail of the ticket

When we look back at the ticket detail, we see that SLA response has disappeared, because it

was made.
#478 - Help

Assignee: Lili Smidt 2=
Tracker: Help Desk Ticket
Status: Realisation
Priority: Normal
Category:
Helpdesk - external email: er-customer@email.cz

Task was created from helpdesk (help-desk-demo@easyredmine.com)
SLA: resolve must be until 2015-09-01 15:01




5.1.4. Client replies back - how the emails are paired with ticket

Client has received your reply and replies back. The reply will be added as a comment from
anonymous user (user who is not registered in the system).

. Updated by System Administrator %« at 2015-08-31 15:47
Status changed from New to Realisation

Assignee changed from Help Desk Manager to Lili Smidt

Dear customer,

thanks for writing. We will find the best person for your problem shortly.
Sincerely,

Manager

. Updated by System Administrator %« at 2015-08-31 16:08
File Help.eml added

The attached message (.eml type file) was sent to external mail er-customer@email.cz.

@ rUpdated by Anonymous at 2015-08-31 16:15

Thanks, | look forward to hear from the best person )

User
Job title

|_C-0mpan§,f

---------- Plvodni zprava ———
Od: System Administrator
Komu: er-customer@email.cz
Datum: 31. 8. 2015 16:08:20
Predmét: Help

Click here to show more ...

--‘".‘,l ’




Let's explain here how the client's reply found its way to the correct ticket.

When, in the previous step, manager sent email to the client, the email contained a hidden
heading (as all emails do) with the ID of the ticket. By replying to the email, this header was
contained also in the client's reply and therefore helpdesk identified it and added the reply to
the ticket with the same ID.

Here are all the ways received emails are paired to tickets in the system.
1. Hidden heading of e-mail, where the task ID is saved
2. Subject of the e-mail, where a combination of "#" and task ID is sought

3. Ifthisisn't found, subject is searched for a number alone

Accordingly, even if the client writes a new email to a helpdesk mailbox and adds the ticket
number (task ID) in the subject it will still be paired. Like in the following example.

New email to a helpdesk mailbox:

Komu: help-desk-demo@easyredmine com,

Pfedmét: |a new email to ticket #478

@ FfiloZit soubory . B | I | U | Tr T |

| am adding to the discussion in ticket 478




Subsequent note in the ticket:

TTIE dITdLTTEW TITES5dg T 1.ETTIT TR TITE T Wids SETTL TU EXLETTIAT TTTaim 2T - LU TUTTTeET T

@ Updated by Anonymous at 2015-08-31 16:15

Thanks, | look forward to hear from the best person :)

User
Job title
Company

---------- Plvodni zprava ————
Od: System Administrator
Komu: er-customer@email.cz
Datum: 31. 8. 2015 16:08:20
Predmét: Help

Click here to show more ...

@ Updated by Anonymous at 2015-08-31 16:34

I am adding to the discussion in ticket 478.

5.1.5. Last reply - ticket gets closed

One last reply from the operator, with which the ticket is closed. After closing the ticket, SLA
for resolve will also disappear from the ticket detail.

If the client replies again, ticket will be reopened to a defined status (this setting will be
explained further).




5.2. Internally created tickets

If the client submits tickets by directly within your system, the workflow can be defined as if
you were working with any other tasks. You will allow the client to create Help Desk Ticket or
Bug. They will initially be in the default status (most time called simply New). Then
communication goes back and forth between client and the operator by series of ticket
updates and by changing the assignee, which is necessary to keep all users active in the
communication. SLAs are monitored as in the email generated ticket Response: Change of
status; Resolve: Closing the ticket.

6. Mail templates

Mail templates were already mentioned during the last chapter, but without a proper
explanation of the processing, it would not be as easy to understand as it will be now. The last
helpdesk menu item we haven't introduced.

Email templates bring a certain level of automation and formalization of the communication
with clients, by which they recognize your company as a professionally dealing one.

An important property of Mail templates is that they are configured per mailbox, you can't
use a template from a mailbox IT@mycompany.com for emails sent to
support@mycompany.com.

"




6.1. Creating a mail template

There are effectively two types of mail templates: autoreply and standard template. Because
they are not configured differently, we will explain both cases at once.

6.1.1. Add new template

e

b

Administration

& Basecamp import

6.1.2. Basic attributes

Helpdesk » Mail templates » New mail template

New mail template

Use for mailbox:  Helpdesk - receiving mails (help-desk-demo@easyredmi j
Fields "Reply to" and "Sender" are taken from mailbox template in order to retain communication within one task

Task status | New j

Allows to bind a mailbox template to o specific task status
Subject prompany heldpesk - new ticket received - %task_id%

Subject and mail body can contain dynamic text:

%task_id% (replacement for the current task ID)
Y6task_subject% (replacement for the current task subject)
%task_note% (replacement for the last comment on the task)




Setting notes:

* Use for mailbox - which mailbox will have this template available

* Task status - according to this status, the template will be prefilled in the dialogue when
sending the reply to external mail (see chapter 5.1.3.)

* To use the template as autoreply to new created tickets from email, set the status
to the default one (as configured in administration >> task statuses). In effect,
when a ticket is created from an email, the autoreply according this template will
be sent immediately. It can be used to confirm to the client that the ticket was
created and what the next steps will be.

* You may leave the status empty, in which case it will never be prefilled
automatically in the send mail dialogue, but users will be able to choose it
manually

* Subject - what will the subject contain

* Itis recommended to include the task ID in the autoreply - if you have many tickets
with the same client, you will be better able to distinguish between them, when
talking to the client

* You may also use the actual subject used the client's original email




6.1.3. Dynamic tokens and mail body

Dynamic tokens can be used to provide particular ticket information to the client. In template
they are entered as one of below, and in the email sent to the client, they will be replaced by
the actual value from the ticket.

Subject and mail body can contain dynamic text:

Yetask_id% (replacement for the current task ID)
Ytask_subject% (replacement for the current task subject)
Ytask_noted% (replacement for the last comment on the task)
%time_spent% (replacement for spent time on the task)
%assigneed (replacement for current assignee)
%huser_signatured (replacement for current user signature)
%hdated (replacement for current date)

Ytask_tracker% (replacement for task tracker)
Yhtask_project% (replacement for project name)
Yhtask_description% (replacement for task description)
Uhtask_status (replacement for task status)

Ytask_priority% (replacement for task priority)
Yhtask_estimated_hours% (replacement for task estimated hours)
Ytask_done_ratio% (replacement for task done ratio)
Ytask_public_url% (replacement for task public url)
Yhtask_closed_on% (replacement for task closed on date)
%task_due_date% (replacement for task due date)
Y%task_start_date% (replacement for task start date)
%user_name% (replacement for current user full name)
%user_first_named% (replacement for current user first name)
Y%huser_last_name% (replacement for current user last name)

Mail body (HTML)

B I U S E £ %X x° JE 99 || Shyles ~|| Mormal  ~ || Font - || gize -| A- B3~
Blzss|eamumsoa®y B RGBT

- Q by E L Bsuce @ B B

Hello, [
your ticket:

%task_subject%

was received on %date% and assigned number:
%task_id%

Our operators will fight to the death about who can take your ticket and the last survivor will answer you at their
earlies convenience :J|

S|

body p




A simple example of an autoreply.

ER-customer@email.cz

Support

Dnes 31. 8. 2015, 17:56:14

Komu: help-desk-demo@easyredmine_.com

whe

Eh

need some help.

Thanks.

help-desk-demo@easyredmine.com

Dnes 31. 8. 2015, 17:56:25
Komu: er-customer@email.cz

Hello,
your ticket:
Support
#479

Eh,

need some help.

Thanks.

MYcompany heldpesk - new ticket received - #479

was received on 2015-08-31 and assigned number:

Our operators will fight to the death about who can take your ticket and the last surv|

6.1.4. Important dynamic
tokens

If you are going to use mail
templates effectively, it is
necessary to include the token
%task_note% into the template.
It will use the comment you last
added to the ticket and
surround it by the other text in
the template.

To add corporate signature into
the outgoing emails, use the
token %user_signature%. It will
use the HTML signature of the
current user (who is updating
the ticket) that can be set on
user's profile.

CIIETOy JOan T aotams 1

warn me when leavinga

page with unsaved text

RSS key d37519d134ddebee92f1ch7ad7b3c398a3d956:

Generate RSS key

APl key f3b235529abe805000849a7b7fd8b4b21e7778¢

enerate APl kev

Mail signature

B I UGS A-B = I=pge=

B (@ 0 [ source

Best regards,

Robert Kovacik
support & quality manager

@ easysors
Prague | Czech Republic
+420 734 716 B15

+420 222 980 481

| »




Example: Let's devise a simple template containing comment of the support operator, total

time spent on the ticket and company signature of the user.

This is how the template looks like.

Mail body (HTML)

B I US 2 2 % x° E 99 || Styles -
B R @ @ % « QL E L ks

Dear Customer,

Yotask_notels

%user_signatured

Total time spent on this ticket: %time_spentd

Thank you for your continuous business.

This how the operator writes the comment ticket update.

B I US| A-B = U= =
B (@ B [ source

* restart your computer
® clear cache

body wul li

| am responding to your question and helping you. Here are some tips:

{Maximum size: 5 MEB}
Add picture from clipboard

{Maximum size: 5 MB}

W send update to recipients in
"External email"




And this will be the sent email according to the template.

MailbodyinHTML| | B T U & = 1= x, x° 99 | Styes  ~|| Format - || Font
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Dear Customer,

I am responding to your question and helping you. Here are some tips:

* restart your computer
e clear cache

Total time spent on this ticket: 0.2

Thank you for your continuous business.

Best regards,

Robert Kovacik
suppaort & quality manager

@ easy:or
Prague | Czech Republic

body

Attachments:

Note: When using email templates together with special heading and footing of emails on
certain project (Chapter 4.3.), the project header and footer wrap the whole email send to the
client, not just the email template, or just the part which added by the last comment.




7. Global settings

Now that we have gone through the whole usability, we can finish the rest of the settings that
require explanation.

Helpdesk

B Settings

Sender  Currentlogged user
¢ Default from mail notificatic

© Mailbox address

(This setting will not change
reply-to field)

Allow to override values
Accept autogenerated mails [0
Ignore CC of received emails [T

Allow custom sender [0

Change status after client's response to | Consultation j

Suspend SLA for ticket when status is

- [

Count SLA for ticket when status is

- [ e




Setting notes:

*  Sender - which email is listed as FROM on ticket replies to client (in relation to Chapter
5.1.3))

* Current logged user - user who is updating the ticket

* Default from mail notification - email which is used to send standard notifications
from the system to users. Set in Administration >> settings >> email notifications

* Mailbox address - email, which received the original mail from the client

* This setting is loosely tied to the last checkbox Allow custom sender - if enabled, you
can set a custom email as the sender on project helpdesk settings. If a project has an
email filled in the setting, it will override the Sender setting

* Allow to override values - if enabled, it is possible to change certain attributes on the
ticket by email. For example, by writing priority: High in the mail body, you would change
the priority accordingly. This is a rather advanced function and it is not recommended to
use with clients

e Accept auto-generated mails - for example newsletters

* Ignore CC of received emails - if enabled, emails in the CC are not processed and used in
the field External email of the ticket (Chapter 5.1.3. note about mail recipient)

*  Change status after client response to - every time a client writes a reply which updates
the ticket, status will be changed accordingly. This is particularly useful when tickets are
put to a closed status after a reply was sent by the operator. Unless the client replies back
with some additional question, the ticket will stay closed and hidden from the active
listings. When the client replies, ticket would be reopen and back to active queue of open
tickets

*  Suspend SLA for ticket when status is - these are statuses, when SLA deadline is not
determined, because the ticket is waiting for input from the client, without which the
operator has no chance of providing support

*  Count SLA for ticket when status is - when the SLA is normally measured. With these
functions, you can nicely set the ticket cycle. For example, operator asks the client for
more information, puts the status to passive and SLA is paused. After client replies, status
is changed to consultation and SLA is recalculated according to the remaining time to SLA
deadline, when the ticket was replied to.

"




Basic Project Management
Project and tasks

Personal dashboard for work management Project Price Calculations and Quotations

Project dashboard
Gantt chart for project planning
Project Management in mobiles
Project documents

Easy Redmine Can Help You With:

Finance Management
Project Budget and Cash-flow

Payroll and invoicing sheets
Transactions and personal finances

Time tracking on projects, tasks, by users Resource Management

Project templates

Quick project planner
Quick “to-do” reminders
Project Chat

Branded PDF exports
Project statistics

Project graphs and charts

Customer Management

Help Desk

CRM — Management of sales activities
Invoicing

Contacts

@ easy

www.easyredmine.com

Resources
Attendance

Advanced

Agile Development (Agile board for
SCRUM, KANBAN)

Project knowledge base
Meeting Calendar

Time sheets

Alerts — Early Warning System
Social Wall

Task Sequences

Custom fields formula
Marketing Automation
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